APPENDIX C:

FCC Minimum Federal Standards
Matrix



Please see the following table for a point-by-point explanation of how we meet and/or exceed each
of the minimum federal standards. Please note, we have included information regarding Captioned

Telephone (CTS) standards.

FCC Minimum Standard Applies to: Compliant Sprint’s Approach
CA Training TRS, STS, CTS, IP | Exceeds Sprint offers a comprehensive training program
47 C.F.R. 8 CTS, IP Relay designed to offer the best quality to all relay users.
64.604(a)(1)(i) Sprint’s 2-3 week program includes training on
Diversified Culture, compliance with regulatory
requirements, & the operation of Sprint’s systems.
CA Skills TRS, STS, CTS, IP | Exceeds Sprint ensures all CAs are skilled in typing,
47 C.F.R. § CTS, IP Relay grammar, spelling, & interpretation of typewritten
64.604(a)(1)(ii) (Partially waived for ASL (as applicable), familiar with hearing & speech
CTS, IP CTS) disability culture, language, & etiquette; & have
clear & articulate voice communication skills.
CA Typing TRS, STS, CTS, IP | Exceeds Sprint’s CAs type &/or transcribe conversations at
47 C.F.R. § CTS, IP Relay a rate greater than 60 words per minute. CA
64.604(a)(2)(iii) (Waived/partially testing is conducted at least quarterly.
waived for CTS, IP
CTS)
VRS CA Qualifications VRS N/A This requirement is not applicable to the services
47 C.F.R. § being offered.
64.604(a)(1)(iv)
Call Takeover TRS, STS, CTS, IP | Exceeds As a general rule, Sprint allows CA takeovers only
47 C.F.R. 8 CTS, IP Relay when necessary. Sprint's CAs stay with any given
64.604(a)(1)(v) call for a minimum of 10 or 20 minutes, as defined
by the FCC.
Gender Preference TRS, STS, IP Relay | Meets Sprint makes its best efforts to accommodate its
47 C.F.R. § (Waived for CTS, customers’ requests regarding the gender of the
64.604(a)(1)(vi) IP CTS) CA handling their calls — both at call initiation &/or
call takeover.
Real Time TRS, STS, CTS, IP | Meets Sprint’s sophisticated software enables real-time
47 C.F.R. 8 CTS, IP Relay communication for all Relay users.
64.604(a)(1)(vii)
STS Voice Mute Option STS (Waived for Meets Sprint offers STS users the option to mute their
47 C.F.R. 8 TRS, IP Relay, voice so the other party to the call will hear only
64.604(a)(2)(viii) CTS, IP CTS) the CA & will not hear the STS user’s voice.
Confidentiality Rule TRS, STS, CTS, IP | Meets Sprint has systematic & operational processes
47 C.F.R. § CTS, IP Relay intended to prevent disclosure of call content &/or
64.604(a)(2)(i) Customer Proprietary Network Info (CPNI), except
as authorized by 47 U.S.C. § 605. STS CAs may
retain info from a particular call in order to facilitate
the completion of consecutive calls, at the request
of the user.
Conversation Content TRS, STS, CTS, IP | Meets Sprint bars its CAs from intentionally altering the
47 C.F.R. § CTS, IP Relay conversations they relay, except to the extent
64.604(a)(2)(ii) necessary to: (i) translate ASL calls to
conversational English; (i) facilitate STS calls
without interfering with the independence of the
user; or (iii) necessary to provide info to
emergency responders.
Sequential Calls TRS, STS, IP Relay | Meets Sprint CAs do not refuse single or sequential calls.
47 C.F.R. 8 (Waived for CTS,
64.604(a)(3)(i) IP CTS)
Call Length TRS, STS, CTS, IP | Meets Sprint never limits the length of a Relay call.
47C.F.R. § CTS, IP Relay
64.604(a)(3)(i)
Types of Calls TRS, STS, CTS, IP | Meets Except to the extent the requirements are waived,
47 C.F.R. 8 CTS, IP Relay not permitted, or as the FCC determines that it is
64.604(a)(3)(ii) not technologically feasible to do so, Sprint
services are capable of handling any type of call
normally provided by telecommunications carriers.
Credit Authorization TRS, STS, CTS Meets Sprint understands it is permitted to decline a call if
47 C.F.R. § (Waived for IP the user cannot pay or because a credit
64.604(a)(3)(iii) CTS, IP Relay) authorization for toll calls is denied.
Pay Per Calls TRS, STS, CTS Exceeds Sprint processes pay per calling for TRS & CapTel
47 C.F.R. 8 (Waived for IP users with blocks available via the Customer
64.604(a)(3)(iv) CTS, IP Relay) Profile.
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FCC Minimum Standard Applies to: Compliant Sprint's Approach

Call Combinations TRS (Partially Meets Sprint’s Relay services support all mandatory FCC

47 C.F.R. 8 waived for CTS, IP call types.

64.604(a)(3)(v) CTS, IP Relay)

Call Release TRS (Waived for Meets Sprint provides TTY-TTY call set-up which allows

47 C.F.R. § CTS, IP CTS, IP the CA to set-up the call & drop off the line, if not

64.604(a)(3)(vi)(1) Relay) needed to facilitate conversation.

Speed Dial TRS, STS, CTS, IP | Meets Sprint's TRS/CTS speed dial is available with a

47C.F.R. § Relay (Waived for Customer Profile. CapTel users can select 3

64.604(a)(3)(vi)(2) IP Relay) speed dial buttons & a phone book for contacts.

Three-Way Calling TRS, STS, CTS, IP | Meets Sprint supports LEC-based three-way calling for its

47C.F.R. § Relay (Waived for customers.

64.604(a)(3)(vi)(3) IP CTS)

Interactive Menus & TRS, STS, CTS, IP | Exceeds Sprint electronically captures recordings & makes

Voicemail CTS, IP Relay interactive recordings & voicemail/ answering

47 C.F.R. 8 machines available to Relay customers. Sprint

64.604(a)(3)(vii)/(viii) supports Sprint IP Text Mail so Sprint IP users can
receive voicemail messages via email, when
unable to answer.

Emergency Calls for TRS, STS (N/A for Meets Sprint automatically & immediately connects

TTY-based providers CTS, IP CTS, IP emergency calls to an appropriate Public Safety

47 C.F.R. 8 Relay) Answering Point (PSAP) which is capable of

64.604(a)(4) dispatching emergency services.

STS Called Numbers STS (N/A for TRS, Exceeds Sprint allows STS users to register a Customer

47 C.F.R. 8 CTS, IP CTS, IP Profile which includes Speed Dial & other

64.604(a)(5) Relay) enhancements.

Privacy Screens VRS N/A This requirement is not applicable to the services

47 C.F.R. 8 being offered.

64.604(a) (6)

International Calls Non- VRS, IP Relay (N/A | N/A This requirement is not applicable to the services

reimbursable for TRS, STS CTS, being offered. Sprint IP has procedures in place to

47 C.F.R. § or IP CTS) prohibit international usage.

64.604(a)(7)

ASCII & Baudot TRS, STS (Waived Exceeds Sprint’'s TRS (TTY) platform supports all

47 C.F.R. § for CTS, IP CTS) communication modes generally in use including

64.604(b)(1) (N/A for IP Relay) Baudot (domestic & international), ASCII, Turbo
Code, & Enhanced Turbo Code (E-Turbo).

Speed of Answer & TRS, STS, CTS, IP | Exceeds Sprint Relay answers at least 85 percent of all

Blockage CTS, IP Relay calls on a daily basis within 10 seconds, including

47 C.F.R. 8 abandons. Sprint's systems exceed the P.01

64.604(b)(2) standard.

Equal Access to TRS, STS, CTS Exceeds Except to the extent the requirements are waived,

Interexchange Carriers (Waived for IP Sprint’s TRS & CTS platforms support the billing &

(IXCs) CTS, IP Relay) rating of toll calls through other carriers.

47C.F.R. §

64.604(b)(3)

TRS Facilities TRS, STS, CTS, IP | Meets Sprint provides mandated services 24/7 using

47 C.F.R. 8 CTS, IP Relay redundant facilities functionally.

64.604(b)(4)

Technology TRS, STS, CTS, IP | Exceeds Sprint exceeds the minimum mandatory services &

47 C.F.R. 8 CTS, IP Relay routinely upgrades its products to increase

64.604(b)(5) functional equivalency.

Caller ID TRS, STS, CTS, IP | Meets Sprint provides Caller ID. If not blocked by the

47 C.F.R. § CTS, IP Relay customer, the number of the calling party is

64.604(b)(6) transmitted.

STS 711 Calls TRS, STS (N/Ato Exceeds Sprint offers multiple solutions to meet this

47 C.F.R. § CTS, IP CTS, or IP requirement include: Auto 711 Routing for STS

64.604(b)(7) Relay) users connects callers with a Customer Profile
directly to STS CAs. CAs answering 711 for
callers without a profile will immediately transfer
the caller to a STS CA. Sprint offers a wireless
short code to STS for Sprint wireless users.
Sprint’s 711 Interactive Voice Response (IVR)
allows connectivity directly to an STS CA using the
same level of prompts the IVR uses for other forms
of TRS.

Consumer Complaint TRS, STS, CTS, IP | Meets Sprint maintains 24/7 Customer Service & logs all

Logs & Procedures
47C.F.R. §

CTS, IP Relay

complaints received. Sprint provides the State a
summary that meets FCC standards.
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FCC Minimum Standard Applies to: Compliant Sprint's Approach
64.604(c)(1)
Contact Persons TRS, STS, CTS, IP | Meets Sprint’s point of contact for complaints is Customer
47C.F.R. 8§ CTS, IP Relay Service at:
64.604(c)(2) Sprint Relay Customer Service
PO Box 29230
Shawnee Mission, KS 66201-9230
800-676-3777 (English)
800-676-4290 (Spanish)
877-787-1989 (Speech to Speech)
877-877-3291 (Fax)
Public Access to TRS, STS, CTS, IP | Exceeds Sprint provides innovative Outreach services
Information CTS, IP Relay through state programs. The FCC does not allow
47 C.F.R. 8 IP Relay providers to include the cost of outreach
64.604(c)(3) in their yearly costs. Sprint continues to publicize
the availability of IP services through promo
materials, on-line marketing, & public service
announcements. (Sprint does not include the cost
of these activities in its yearly cost submissions to
the FCC).
Rates TRS, STS, CTS, IP | Exceeds Sprint ensures TRS/CTS users, who rely on
47 C.F.R. § CTS, IP Relay Sprint’s Relay platforms to establish billing for toll
64.604(c)(4) calls, are charged no more than traditional phone
users.
Cost Information & Data TRS, STS, CTS, IP | Meets Sprint contributes to the Interstate TRS Fund &
Submission CTS, IP Relay submits the required cost data to the FCC & to the
47C.F.R. § Fund administrator to receive reimbursement.
64.604(c)(5)
Whistleblower Notice TRS, STS, CTS, IP | Meets Sprint has provided copies of the whistleblower
47 C.F.R. § CTS, IP Relay protections to all of its employees including
64.604(c)(5)(M) instructions for reporting noncompliance to the
FCC'’s whistleblower hotline.
Complaint Resolution TRS, STS, CTS, IP | Meets Sprint supports timely & effective complaint
47 C.F.R. 8 CTS, IP Relay resolution.
64.604(c)(6)
Treatment of Customer TRS, STS, CTS, IP | Meets Sprint does not use Customer Profile data for any
Information CTS, IP Relay purpose other than to process calls & will not sell,
47 C.F.R. 8§ distribute, share, or reveal the profile data unless
64.604(c)(7) compelled by law. During State Relay transitions,
Sprint does provide Customer Profile data at least
60 days prior to transition in usable format.
No Incentives to Use IP IP CTS (N/A to Meets Sprint does not offer incentives to IP CTS users
CTS TRS, STS, CTS, or directly/indirectly. Sprint prohibits incentives to
47 C.F.R. § IP Relay) hearing health professionals & does not have joint
64.604(c)(8) marketing arrangements with any hearing health
professional.
IP CTS Registration & IP CTS (N/Ato Meets Sprint complies with the final FCC rule requiring
Certification TRS, STS, CTS, or the collection of each new customer’s name,
47 C.F.R. 8 IP Relay) address, telephone number, date of birth, & last 4
64.604(c)(9) of SSN. Sprint collects a separate, self-
certification for all new IP CTS users. Sprint
maintains registration & certification records for at
least 5 years after service ceases, & does not
disclose registration & certification information,
except as required by law/regulation.
IP CTS Default Settings IP CTS (N/A to Meets Sprint’s default setting for the IP CapTel phone is
47 C.F.R. 8 TRS, STS, CTS, or to have captions on.
64.604(c)(10) IP Relay)
IP CTS Equipment Fee & | IP CTS (N/Ato Meets Portions of this requirement were struck down at
Label TRS, STS, CTS, or the conclusion of the DC Circuit Court ruling on
47C.F.R. § IP Relay) Sorenson v FCC & no longer applies. Sprint fully
64.604(c)(11) complies with the remainders of the order to
provide a warning label on all IP CTS equipment &
software.
TRS calls requiring TRS, STS, CTS, IP | Meets Sprint complies for VCO-VCO calls between

multiple CAs 47 C.F.R. §
64.604(c)(14)

CTS, IP Relay

multiple captioned telephone relay service users,
IP CTS/CTS users & IP CTS users; CTS/IP CTS
users & TTY users; CTS/IP CTS users & VRS
users.
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FCC Minimum Standard

Applies to:

Compliant

Sprint's Approach

IP Emergency calling
requirements
47C.F.R. §

64.605

IP CTS, IP Relay
(N/Ato TRS, STS,
or CTS)

Meets

Sprint’s emergency calling service is in full
compliance with the FCC’s rules. For Sprint IP,
Sprint handles & routes emergency calls to the
applicable PSAP; immediately attempts to re-
establish contact in the event of disconnection;
automatically places 911 calls at the front of call
gueues; & obtains registered location info from its
users. For IP CTS calls, Sprint provides
captioning for emergency calls, & the customer’s
underlying carrier handles call routing & delivery
to/from the PSAP. Sprint provides its users with
methods of updating their registered locations.

Internet-based TRS
Registration

47 C.F.R. §

64.611

IP Relay (N/A to
TRS, STS, CTS, or
IP CTS)

Meets

Sprint provides IP users the ability to register
Sprint as their default provider. Sprint assigns 10-
digit local numbers, routes, & delivers inbound &
outbound calls. Sprint updates the TRS
Numbering Directory for users who select Sprint as
their default IP provider, as required under the
FCC. Sprint complies with all porting
requirements. Sprint’s promo materials include
advisories for E911, processes for obtaining a
number, number portability, & updating location
information.
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APPENDIX D:

TRS and STS Training Outlines
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Training

Communications Assistant (CA) Training

Sprint Accessibility knows a well-trained CA has the skills and tools to provide the best customer
experience. The education and continued development of all CAs is an investment. Sprint
Accessibility’s training has evolved over 26 years in the relay industry, however, Sprint Accessibility’s
commitment to quality service has never wavered. Sprint Accessibility’s reputation as a TRS provider
within the deaf, hard of hearing, DeafBlind, speech-disabled communities, and the general public
comes from our CAs’ commitment to providing quality service.

Training has been developed in coordination and cooperation with the relay user communities. CA
trainees must complete a series of scenario-based assessments, culminating in an on-the-job final
assessment before graduating from initial training and handling relay calls. Training does not stop
after the initial push. Employees continue to receive regular ongoing training to improve their skills
and knowledge. Ongoing training and Quality Assurance programs are used as incentives to
encourage competition between individual CAs and call centers and encourage continued industry-
leading quality.

Sprint Accessibility listens to customers’ feedback and takes proactive steps to implement changes
to address suggestions and feedback. Sprint does not develop training and consumer education
programs for the TRS in isolation. Sprint Accessibility contracts with members of the deaf, hard of
hearing, and DeafBlind communities and individuals with a speech disability to jointly develop and
present training for TRS. This is an important Sprint Accessibility advantage. Sprint Accessibility
provides ongoing training to our CAs on state-specific information including the names of local
organizations, cities, and other common terms specific to Puerto Rico. Sprint Accessibility welcomes
feedback from Puerto Rico and its end-users.

During initial training, CAs are trained and evaluated on how to accurately reflect the TTY user’s
intent and the CA’s role in the Relay process. Training is provided on various levels of
English/Spanish/ASL during initial training and throughout employment. In order to successfully
complete initial training, the CA must demonstrate competent skills to translate calls as requested.
When training is complete, a CA continues to be evaluated on translation skills through individualized
monthly surveys.

Relay trainees are required to pass a valid and unbiased written test to demonstrate that they can
correctly interpret typewritten ASL phrases. Trainees must achieve a score of 80 percent or better
before being allowed to complete training and process Relay calls.

Sprint Accessibility incorporates various instructional methods to enhance the trainee’s ability to
learn:

Lectures

Visual graphics

Flow charts

Videos

Role-play scenarios

Simulated on-line call handling
Observation of live-call handling

Our policies and standards manual has been developed over the past 26 years. Sprint stresses the
importance of all Relay policies and procedures at the interview/selection process and continues
through initial and ongoing training and is currently being utilized and available for the Sate to review.
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An outline of these expectations is provided in the following table. This list is not meant to be a
complete source and is subject to change. Please note, CapTel information has been provided in

this list.
POLICY AND PROCEDURE TOPICS
Orientation Welcome and Introductions Internet Services
Introduction to Each Other Product Distribution

Sprint (or Vendor Company)
Sprint Values

Sprint Corp Overview
History of Sprint Corporation
Local Telecommunications

The Sprint Campus (if applicable)
Telecommunications Relay Service
What is Relay?

Relay Agent Training

Relay - Connect to Your Future Video

Closing a Conversation

Agent Responsibility

Call Set Up

Call Closing

TTY to Voice Closing a Conversation
Operator Role Closure

Operator Close Protocol Guide:
Disallowed Calls

Glossary of Abbreviations & Terms
TTY Practice Session
Auto-Corrected Abbreviations
Standard Abbreviations

Typing Variations

Internet Characters

Non-Baudot Supported Characters
Verbatim - Style

Contraction Spelling

Punctuation

Agent/Operator Role

SKSK

Background Noises while TTY user is Typing
Typing Monetary Units

711

TTY Garble During Typing

XXX to Correct Typing Error

Other Communication Devices
Data Transmission Speed

Turbo Code

Turbo Code Interrupt

Enhanced Turbo Dial Thru - (ETurbo)
Disable Turbo Code Mode

Wireless Observation Guidelines
How a Call Reaches Sprint Relay

Connecting to Relay The Role of a Relay Agent Sprint IP user connects to Agent but wants

Connecting to Relay Customer Service

711 Sprint IP Two Line VCO

Dedicated Toll-Free Numbers Fed IP Relay

Equipment Fed IP Relay call processing

TTY Fed IP Relay Reporting

TTY Basics Fed IP Relay variations

TTY Etiquette Sprint/Fed IP Relay International Calling

Sprint/Fed IP Variations
Sprint/Fed IP Fast Busy
Sprint/Fed IP 2-Line VCO
Sprint/Fed IP Conversation Lag Time
Sprint/Fed IP Interrupts

Voice Mail Greeting

Cellular & Wireless Phones
Video Relay Service

Devices & Pagers

TTY Public Payphone

Sprint National Relay

Sprint International

Inbound international calling
Sprint International Variations
Non-Standard TTY

Outbound International calling
Transfer Menu

Reseller call processing

CapTel

Relay-CapTel

CapTel-Relay

CapTel Transfers

Dedicated State CapTel Transfer
Alternate Languages

Spanish Language Customer Service
Relay Caller ID

True Caller ID

Per Call Block

Per Line Block

Permanent Call Blocking

Caller ID Blocking - True Caller ID
Connecting Variations
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POLICY AND PROCEDURE TOPICS

American Standard Code Information
Interchange (ASCII)

ASCII Interrupts

Sprint IP - Internet Relay

Sprint IP call processing

Internet Relay variations

‘GA'’ is optional

Sprint IP Standard Svc Explanation
Text Flow

Interruptions without garble
Conversational flow

ASL Emoticons — Text Message Abbreviations

Misdialed Relay Phrase

Dialed 711 Instead of 911

711 Spanish

Request for Relay Numbers
Cellular/Wireless problem reaching 711
611/811 (LEC Service Access)

700

900 Numbers & Call Processing
Correctional Facility/Prison Calls

Use of Relay through Correctional Facilities:
Correctional Facility Call Processing, Relay Abuse

Spanish & French Language Service

IP Acronyms International calling restrictions
Sprint IP Variations Info Digit list
911 Emergency Calls
Overview of System System Overview Dial Window
& Equipment Login/Logout Scratch Pad
Agent Profile Transfer Panel
Clicking the Mouse Headset Panel
Dragging/Dropping Status Bar
Copy/Paste Record Feature
Drop Down Boxes Function Keys
Lists Block
Radio Button Ctrl-Switch
Scroll Bars Switch
Sliders The Keyboard
Tables Alpha Keys
Accessing a Program Call Handling Keys
Screen Displays Numeric Keys
Call Handling Screen Cursor Movement Keys
Title Bar Arrow Keys
Banner Backspace
Conversation Area Error Correction Function
Disconnect Message Status Single Word Edit Function
Color Scheme Word Substitution Feature
Agent Text Transmission Macros Table
Cancel Key Ctrl-Function Keys
Information Bar Glossary of Telephony Terms
Profile Background Noises
Help Voice Tones/Descriptive Words
Call Type Standard Abbreviations
Phone Image Professional Phone Image Voice Person Speaking in Third Person

(Tone of Voice)

How phone image is created
Provide warm & friendly greeting
Conversational Tone

Voice Inflection

Audibility & breath control
Pitch

Quality

Operator Role

Relay Role

Relay Skills

Conversational Flow

Pacing the Voice Customer

Brief pacing phrases

Repeating information

Voice Customer does not say "GA”

Handling Interruptions

Voice Tone

How Phone Image is Created

Why Conversational Tone?

Transparency, Caller Control & Confidentiality
Rudeness

Create an Exceptional Customer Experience
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POLICY AND PROCEDURE TOPICS

Staying focused
Listening skills
Customer service skill
Coping skills

Phrases

Announce

Closing

Suggested Redirect Phrases
Transparency & Caller Control
Background Noises

Voice Tones/Descriptive Words

TTY-Voice & TTY to Voice Introduction TTY-Voice Busy Signals
Voice-TTY Connecting to outbound customer Regional 800
Announcement Voice-TTY
Explanation of service Voice-TTY Introduction
Deaf or Hard-of-Hearing Explanation Connecting to the outbound customer
International Announcement Voice Greeting
TTY-Voice Procedures Voice call progress
TTY-Voice Specific Person Request Announcement
Variations Specific Person Request Voice-TTY call (Hearing Person Answer)
TTY-Voice Answered TTY Explanation of service
Voice Person Not Available Voice-TTY Procedures
TTY-TTY Call Release Voice-TTY Specific Person Request
TTY-Voice Answer TTY (TTY-TTY) Voice-TTY Answered Voice
TTY-TTY Specific Person Request Voice-TTY No Answer
TTY-Voice No Answer Voice-TTY Busy Signal
Types of Busy Signals
Redialing
Branding Inbound Answer Type Branding Branding procedures
Database Branding
Recordings, Introduction AMR
Answering TTY-Voice Pager/Beeper (known)

Machines, Pagers, &
Answering Machine
Retrieval (AMR)

Recording Feature

Information Line Recording (TTY/ Voice)
Touch Tone Dialing

Using Touch Tones (TTY/Voice)

Audio text interaction

Variations for Recordings

Record Feature Tips

TTY-Voice Recordings

TTY-Voice Recording Information
TTY-Voice Answering Machine

Variations: Answering Machine/
Recording/Pagers

Voice Mail Retrieval

TTY-Voice Pager/Beeper (unknown)
Voice-TTY Pager

Voice-TTY Answering Machine

Other Recording Variations

Voice Mail System

Privacy Manager/Call Intercept
Automatic Redial System Recordings
Switchboards

Redialing Voicemail through Switchboard
TTY-Voice Asking for Specific Person
Live person On Answering Machine Redial

VCo VCO Introduction Reverse 2LVCO Intro

(Voice Carry-Over) VCO Announcement Reverse 2LVCO Procedure
VCO Service Explanation VCO Variations
VCO Equipment VCO comes in Voice Line
Non-Branded VCO 2LVCO Conference Calls
Branded VCO VCO Requests Relay to give Relay #
VCO No Answer VCO Privacy while leaving message
VCO Busy VCO Voice Mail Retrieval
VCO Privacy 2LVCO Voice Mail Retrieval
VCO Answering Machine VCO Types and Voices
Voice-VCO Answered TTY Inbound Customer Requests VCO/HCO
Voice-VCO Answered VCO VCO Requests CA gives name in notes
Two-Line VCO (2LVCO) Intro 2LVCO Procedure

Billing Introduction Inbound tells wrong #
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POLICY AND PROCEDURE TOPICS

Local call description

Paid by Inbound

Toll-Free Calls

Calls that Cannot Be Processed
Specific Person Request

Agent dials wrong #
Marine

Roaming Feature
Restricted Roaming
Unrestricted Roaming

HCO
(Hearing Carry-Over)

HCO Intro

HCO Announcement

HCO Service Explanation

People with speech disabilities “S”
Non-Branded HCO

Branded HCO

HCO with Privacy

HCO No Answer

HCO Busy

HCO-Voice Answering Machine

Voice-HCO Answered

Voice-HCO Answered TTY (1) (2)
Voice-HCO recorded message answers
2LHCO Intro

Two-Line HCO Procedure

Reverse Two-Line HCO

HCO Variations

Inbound requests VCO/HCO

HCO User Requests to Speak

Customer Database

Enhanced Customer Database Profile
Household Profile

Edit Household Profile

Navigating Customer Database
Household Profile Panels

Frequently Dialed Numbers

Customer Profile Introduction
Use/Edit/New/Delete Customer Profile
Verify Customer Password for Agent
Verify Customer Password — CSR Only
Customer Profile Panels

Personal Information

Preferences Notes
Restrictions Frequently Dialed #s
Blocked Emergency #s
Emergency Numbers STS
STS STS Messages
STS Messages Database Profile Macros
Directory Assistance DA Intro Call Processing -- Calling from International

(DA)

Interstate DA

Intrastate DA

Automated DA

DA City & State Given; Area Code Unknown
DA Variations

International Transfer Menu

Number

Sprint International Variations
Non-Standard TTY
Answered Foreign Language
Transfer Menu

900 # Call Processing

Call Processing -- Calling Int 211/311/511 Requests
Device-to-Device Device to Device Intro VCO-HCO & HCO-VCO
Calls Function Keys & Banner Messages HCO-HCO

VCO-TTY & TTY-VCO
VCO-VCO
TTY-HCO & HCO-TTY

Device to Device Variations
Alternate Call Type reaches recording

Call Processing
Variations

CA information

Area Code Only In From Number
Conversational Flow

Static or Poor Connection
Profanity towards Agent
Redialing

Young Children

Inbound Does Not Connect
Inbound ASCII

Tone Judgments
Repeating Information
Restricted Calls

Two calling from numbers

Request for Length of Call

T-V Call & V Requests Supervisor Call Backs for
TTYs

Multiple Calls

Sensitive Topics

Suicide

Abuse

llegal Calls

Answering Machines

Hangs Up Before Message Left

Do Not Type Recorded Messages
Answering Machine Full

Change Answering Machine Message
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POLICY AND PROCEDURE TOPICS

LEC Service Office

611/811

Double Letters

Call Waiting Feature

Conference Calls

Party Line Calls

Three-Way Calling

Hard of hearing customer Answers TTY Line
Spanish Calls to Spanish Speaking Agents
Request for Alternate Language

Caller Types in Alternate Language
Voice Customer Hangs Up During Call
Variable Time Stamp

Customer Misdialed Phrase

TTY Customer Hangs Up During Call
Non Standard TTY Capability
Relaying Internet Characters

TTY User Does Not Type GA
Dispatch Calls - Pizza, Taxi, etc.
Customer Referral Guidelines

V-T Calls answered by Fax

Customer Requests

Holding for Inbound prior to out dial
Request for Company Information

VCO Requests Leave Message 1st out dial
Leaving a Message V-TTY Ans V

Retrieving Messages from TTY V Answering
Machine

TTY Screener

Request to Leave TTY Message on Answering
Machine

Recordings

Regional 800

TTY Requests “Dial That Number”
Recording with Relay Option
Alternate Call Recording Reached
English/Spanish

Pound

Touch Tone Phone
Advertisements

Do Not Type Recordings

Get Live Person/Rep
Conversation Being Recorded
Dial Number from Recorded Announcement
VCO

Conference Calls

Leave Relay Number

Voice Mail Retrieval

Request for M/F Agent VCO Types & Voices
Request Specific Agent Prompting
Agent Knows Customer Data Transmission Box
Request for Relay Number Prompting VCO on Hold
Customer Requests to Call Relay Service Requests VCO/HCO
Request for Calling From Number HCO
Request Telephone Number Referral Requests VCO/HCO
Request for Date/Time Alternate Call Type Recording
User Requests Agent to Modify Call Bridge Left Open
Call Take Over FCC Rule VCO
Procedures Protocol & process flow VCO-VCO
TTY-Voice and Voice-TTY HCO
ASClI VCO-TTY & TTY-VCO
Customer Service Functions Procedures

Language Services

Transparency Non-Emergency Calls Network Failure

Emergency Center Evacuation
Emergency Call Emergency Calls Intro TTY-Emergency TTY Call Release
Procedures

Emergency Services

FCC Requirements
Emergency Call Processing
Emergency Reporting
TTY-Emergency

Internet-Emergency

Instant Messenger (IM) Emergency
Emergency Call Processing Variations
Emergency Form

Voice-Emergency

Federal Relay
Service

FedRelay Intro

FedRelay Announcement
FedRelay Service Explanation
FedRelay Procedures
FedRelay call types

FedRelay Confidentiality Policy

FedRelay Customer Information Requests
FedRelay Customer Contacts

FedRelay Reporting
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POLICY AND PROCEDURE TOPICS

STS (Speech-to- STS Introduction & History Ways to Reduce/Streamline Notes
Speech) STS Description Standard Abbreviations (STS)
Disabilities STS-Voice
Characteristics of STS users Voice-STS
Stereotypes STS VCO-Voice
Clarifying Phrases Voice-STS VCO (TTY answer)
Phrases to Avoid Voice-STS VCO (VCO answer)
STS Phone Image STSVCO -- 2 Line VCO
STS Agent Tools TTY-STS
Consistency STS-TTY
Patience Non-branded HCO-STS
Ask Yes/No Questions STS-HCO
No Personal Conversation STS Hold Message
Phrases STS Call Takeover
STS Alphabet Confidentiality & Transparency
Transparency/Call Control/ Confidentiality Personal Conversations requests
STS Variations
Healthy Detachment Healthy Detachment Intro Perception
Objectives Ways to Reduce Stress
Survival Skills Hospitality
Relay Traps Phrases
Healthy Relay Introduction Setting up Workstation
Objectives GUAM - Get Up and Move
Ergonomics Ergonomic Relief

Stretching Exercises

Slowing the Customer Down

Agent Reinforcement Overtime
Ergonomic Review Relaxation
Adult Learner Understanding the Needs of the Adult Learner Modeling

The Learning Continuum

Use of Different Modalities

Edgar Dale’s Cone of Experience
Elements of Lesson Design
Focus

Objective & Purpose

Input

Trust in Management

Checking For Understanding

Guided Practice

Independent Practice

Summary

Evaluation

How to Give Effective Instruction
Questioning Guidelines

Feedback - Training & Coaching Technigque

Assessing
Performance

The Assessment Process in Training
Assessment - What is involved?
Practice Time

Spelling Test

Written tests

Side by side evaluations

Typing

Acceptable Time Frame
Acceptable Is Relative

Ways to “Coach”

Feedback

Maintain Self-esteem & Motivate
Pass/Fail Guidelines

Introduce Assessment Form
Form Set-Up

Introduction to
Diversified Culture

Introduction to Diversified Culture
Diversification

Who Uses Relay

Understanding Our Customer

Special Communication Needs
Pathological vs. Cultural View of Deafness

Why is there Deaf Culture?

What Do You Know About Deafness
Myths About Deafness

Two Views of Deafness

Loudness Levels

Characteristics of Deafness

The Deaf Community

Deaf Heritage

History in Europe

Edward Miner Gallaudet
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POLICY AND PROCEDURE TOPICS

History in North America
Alexander Graham Bell

Oral/Combined Debate
Timeline of Deaf History

The Deaf Community

Introduction to the Deaf Community

National Association of the Deaf
Contributions to Society

Mainstreamed Schools

Sign Language Interpreters

Different Communication Systems

Exposure to English

DEAF President Now

Attitude Changes toward the Deaf Community

American Athletic Association of the Deaf
National Theatre of the Deaf

Assistive Devices

Gaining Acceptance in the Deaf Community
Changes in the Deaf Community

Working with a Sign Language Interpreter
Interpreting Standards

Equal Access

Cochlear Implant Controversy

ASLPt. 1 What is ASL? Rules of ASL
History of ASL Five Parameters of ASL
ASL Recognized as Language English vs. ASL Idioms

ASLPt. 2 Evolution of ASL Translate ASL to English and Vice Versa
ASL Syntax

TTYPhony & TTY First Teletypewriter TTY Courtesy

Courtesy Evolution & History of the TTY Development of Relay Service Market
Telecom Laws of Accessibility

Deaf Customers Statistics from NIDCD Relaying for Deaf Customers

Hard of hearing & Characteristics of Deaf Customers Establishment of Hearing Loss Association of

Late-Deafened Assistive Devices for Deaf Customers America

Customers

Establishment of Assoc. of Late-Deafened
Adults

Deaf Seniors
Military Veterans
Relaying for Late-Deafened Customers

DeafBlind Customers

What Does DeafBlind Mean
Assistive Devices for the DeafBlind
Relaying for the DeafBlind

DeafBlind Pacing — Allows the CA to slow down the
transmission to the Braille machine

Relaying for Speech/ Speech-Challenged Customers Traumatic Brain Injury

Cognitively Disabled Assistive Devices Stroke

Customers Physically &/or Cognitively Challenged Communication Related Effects
Customers

Relaying for Hearing Statistics

Customers

Ethics &

Confidentiality

Interpreting Standards

ADA & FCC regulations for the Provision of
TRS

Regulations pertaining to call content

TRS Rules — Operator Standards

Relay Center Agreement Regarding Confidential
Customer Info

On-Going Quality Focus Skill Training
Continuous skill training is the cornerstone of Sprint’s training program. Core relay processing skills
are continually reinforced throughout employment and as a part of supplemental training programs.
Sprint develops skills training programs and on-going training labs to ensure skills are maintained
and remain consistent with basic relay training. Refresher training is provided on correct relay
procedures including system navigation, standard procedures, professionalism, and ethics.
Depending upon the complexity of the training a decision is made to determine the appropriate
delivery. Our on-going skill training program includes:

Quality Focus Skill training - monthly

Diversified Culture Awareness training - monthly
Customer Service Initiative — monthly

Check for Understanding — monthly
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Grammar and Spelling Rules - bi-annual
Quality Focus SkKill Training topics from 2016/2017:

Jan 2016 Dialing the correct number within 5 seconds

Feb 2016 Typing the Voice/TTY greeting verbatim, Announcement protocol including a prompt state-specific
announcement/greeting used/ ID number given

Mar 2016 Call processed according to procedures, specifically following Customer Note instructions

Apr 2016 State-specific announcements/greeting/ID given, Call closing protocol, Appropriate closing and
macro for call type

May 2016 Specific person request announcements, Progress of call/Customer Informed

Jun 2016 Call transfer procedure, Adapting to call procedures changes as directed by the customer.

Jul 2016 Typing greeting verbatim, Typing message verbatim, Voicing the complete message

Aug 2016 Maintaining transparency maintained, Typing messages verbatim

Sept 2016 | Dialing efficiency and protocol

Oct 2016 Typing/reading voice/device answer greetings verbatim, Call closing procedure, Relay mode closing
protocol, Operator mode closing protocol

Nov 2016 Changing call procedures as directed by customer, Appropriate macros use., Non-branded VCO call
type setup

Dec 2016 Call type standard procedure, Modifying call procedure as directed by the customer, Transferring
(711 customer request)

Jan 2017 Dialing the correct number within 5 seconds

Feb 2017 Determining familiarity with relay services, Call type appropriate service explanations, Appropriate
macro use (EXPLAINING RELAY)?

Mar 2017 Following customer note and customer typed Instructions

Apr 2017 Announcement protocol including a prompt state-specific announcement/greeting used/ID number
given, Call closing protocol, Appropriate closing and macro for call type.

May 2017 Specific person announcement procedure

Jun 2017 Call transfer procedure, Adapting to call procedures changes as directed by the customer, 711
transfer compliance

Ongoing Diversified Culture Awareness Training
Training continues to bring focus to serving relay customers and disability awareness. Sprint
provides additional training in Diversified Culture in conjunction with each state’s local deaf, hard of
hearing, Deafblind, late deafened, and speech-disabled communities to identify knowledgeable
presenters to promote ongoing training. These resources, in coordination with trainers ensure all
materials presented are appropriate to continuing to broaden employees’ understanding and

effectiveness.

Sprint will utilize live presentations, videos, audio recordings, role-plays, group

activities, written materials, and/or discussion groups to deliver ongoing Diversified Culture training.
As a part of ongoing Diversified Culture Training, each employee is required annually to review the
ethics and confidentiality requirements and sign an agreement of understanding.

Diversified Culture Awareness Training topics from 2016/2017:

Jan 2016 Diversified Culture-What's That? Diversification in Communication, Considerations, Who uses the
relay service? Why is it important for us to understand our customers? Why is it important for us to
recognize their special communication needs?

Feb 2016 The History of Deafness

Mar 2016 Ways to Detach

Apr 2016 Deaf Nation Expo is...

May 2016 American Sign Language is..., CODA means...

June 2016 All About CapTel, How it works

July 2016 Baseball Signs originated from Sign Language

Aug 2016 Accessibility for All, Sprint corporate responsibility

Sept 2016 Diversity-Equality-Inclusion
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Oct 2016 Disability is Diversity, Stretches to do at your desk

Nov 2016 Disability Awareness

Dec 2016 Disability Advocacy

Jan 2017 View of a person’s abilities

Feb 2017 Highlight: Edward Verne Roberts — American Disability Activist

Mar 2017 Disability Awareness

Apr 2017 Parkinson's Awareness Month

May 2017 Limb Loss Awareness Month

The following is an example of the monthly Quality Focus Check for Understanding from March
2017,

Check For Understanding
Quality Focus March 2017

Please return to your supervizor by March 7, 2017,

Mams Supervisor
1} “What iz the first thing an agent should look at when a call comes to their station?

2} If a customer requests that the agent venfies the Calling To number befare dialing cut the agent
should type or 2ay something like,
3} The IP Call number fo dial iz entered by the inbound, therefore you DO MOT need to verify the
Calling To number before cutdialing on an 1P call, even if it's in the Cuestomer Motes to do so.
TRLUE FALSE
4} The record feature may be used on conference calls.
TRLE FALSE
5) Ifthe customer has TVPE RECORDINGS as a preference or instruction the agent should not
fransmit . This ingtruction indicates that the customers the agent o type the
recording.
&) If a device user requestz that you do not announce relay, the agent should:
a) Mot identify that this call is through a relay service or ask if the voice person has had a
relay call before. |
b)Y Inform the customer they must answer the question (HOW WOULD YOU LIKE YOUR
CALL ANMOUMCED Q) GaA.
¢) Inform the caller they are required to announce the call.
7} “What iz the purpose of the customer notes?
a) To assist the agent in processing the call how the customer prefers.
b} To annoy the cperatar.
c) To ensure the customer does not have to repeat their instructions before every call.
d) Both & andC.
2} When using <ALT =, agents should send it:
a) Only once and then pause a few moments before sending it again.
b} Twice and then pause a few moments before sending it again.
c) As many times as they want since they are in the buffer and can be canceled when the
phone is answersd.

TTYIASL Refresher Provide examples of how to relay the statements

" TIME WHAT 2

TG0 PARTY YOUQ
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Customer Service Initiative (CSI) program: A discussion of support techniques to enhance service
for customers and an avenue for sharing relay agent peer to peer suggestions toward accomplishing
superior service. 2016/2017 CSl topics are provided in the following table.

Jan 2016 Use of “Deaffhard of hearing” and/or “internet service” in announcements.

Feb 2016 Outdial time, Inappropriate use, Veterans and hearing loss

April 2016 | Sprint IP go ahead, Keeping the caller informed, Facilitate communication

May 2016 Procedure for recordings, Chemotherapy and hearing loss

Jun 2016 Caller control, Keeping the caller informed, Announcements, FCC verbatim requirement, State
requirement call customization request

Jul 2016 Solicitation for agent process improvement suggestions, Caller control

Aug 2016 Call closure, Equal communication access

Sep 2016 Call processing reference information, Sprint Relay customer care, Speed of service recognition
Oct 2016 Brief service explanations, Call handling tips from agents

Nov 2016 Customer commendations, States and capitals review

Dec 2016 System enhancement prioritization

Jan 2017 Customer instructions, FCC call take over rule, Transparency

Mar 2017 Transparency, Caller control

Apr 2017 Customer notes, Operator/Relay mode, Call handling tips from agents

May 2017 Stress management
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The following is an example of our bi-annual Grammar and Spelling Rules from 2016/2017.

- H - M Homionymis [aka called homaphanes) 2ne words hat sound lke one anather

but have different meanings. Some hamanyms ane spelled the same, ke bark (the

EHAHHHH HATTEHS . s0und a dog makes) and bark {ihe cuter layer of a tree frunk).

| and

Me Usage

FeEn [0 LhEe EXamae SEEnNQs

ROW D e

WimEen YoUTe reremng i me

JUNE {ELECT) 3N [ [SUD{ECT) EWEYE

1 O KNOAY IT YD SN0 UEE 717 O e

subject of 3 sentence or clause | go hogemer. take Me other out of the
sentence and s2e I it sill makes
Me | ¥vmen youTe rersmng 12 me Vil oul |SUC|ECT) D& COMING #AM M2 | sense.
aobject of & s=ntence or clauss {oalect) 1o the shore?
Examiples:
1 M

1. H!I'I'!f and I me went 1o the s3ara.
Test: Me want 1 the store Incomects)
Test: /went to e store, (Comect)

2. Jake Imvied Bran and IF me over for dinmer.
Test: Jake Imited §over for dinner. (Incomact!)
Test: Jake Imvited me ower for dinner. {Comact!)

There, Their, and They're Usage

1. VAl you take my brother and Iime 1o the movizs?
Test VIl you take 50 the mavies? {Incomects)
Test VI you take me to the movies? (Comectt)

2. Zam, Jennifer, and Ume went to the beach.

Test: 42 want 10 the beach. Jncomect)
Test: went 1o e beach, (Comect)

aronounced me sams

¥enen o oee

ROW 0D JE5T

a8 MEMING 3 place, d mning, ar me MYoU C3n rep@ace TMere” Win "Nere” You nave i ngm!
axistence of something

Ifear =N0AWING POEEESEITN MYoU C3n SUDSTUIETTEIN Wi "0Ur You nave nngme

Ineyre LOMDINInG e Wands ey~ and —ang™ | "Iy i 8 pronoun ana anee = me Yern

H you can substhube “We are” you have It right!

Hawve and Has Usage

SgLAST sl Hni
T HEFSON 1 nave e naue “HAWE" aMd 35" 2re Do TN
conjugations of the verb “io have”, and we use
= HErSoH TOU mnave TOU Mave “hawe” or "has" depending on the subjed.
I the subject ks 3 persan singular, then you
A HErEon HE ST M35 Iney nave *has™. All other subject ke on have”.
It's and lts Usage
Vamen [0 LS HOW 0D 1esT HOW 00 JesT
Ir's | wvimen youre apou o Jeschoe EDIECE WIN ITY04 3N FEQE0E WE™ WIN I 15
someming ¥ou have It ight! Othenatse do not
UGe punchuIton.
x5 | vmen you want oo NmCans oWNErsRIp | HEDEEE WAN EN0MEr POSEEESIVE

af Eomething
“tha

adjective (her,” "his,” “their) or
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Ten Common Spelling Rules

& \Weibe ibefore =, except eflerc

B Wribe iz sfzr ¢ for words with & sk sound.

B Wb & when the vowels sounds like an o
esin ‘wegh

Bachieve belizie, fimnd eeceive, receipl
pErGsive

Bancient, eficient, sufficient, con=cence
Ensighbor, wain, r=ign, rein, deign

Rule E“mplﬂﬂ WMamaorlze
1. e or el Excegitions:

Woeds k= counl=det, sither, neither, height,
|eimsr=, forfeit, foreign, =cience, =peciss,
Baze weErd

2. 75 ores
B  Add esifaword endsin ch, sh, 55, xorz
8 &3d ex for most woed= ending in o

@sech > mrches, clash > clashes, clazs =
clemeez box = boges, guiz = quizzes

Bromeio - fomaices, hero > herces, go = goes,
do = does, egho > echoes

Enepbun::
Woeds k= sfcs, duns, pisnos, redics, solos
sopranns, stadics, wideos, byroa

3. oy Lo 1 or not

®  For wonds ending in y preceded by 8
uowel, retain the ywhen sdding 5 or & aufic
@  Forwonds ending in ), retain fe rwhen
edding ing.

8 For wonds ending in j, preceded by 2
commonent, chamge fhe irio i befoes any cther
mufix

@ oneey > comeeys, employ = employer

8 iy = irying, juxify = justifyng, sery =
cerlifying, study = sludying

8 iy = ed, justify o jusifies, cedify =
certfisble, my=tify > mysbfied, |storstory =
laberatonzz

Ene-pbun::
Woeds bz dryress, shyness

4. orop The Tinal “a’

®  DRCP fre = when the sufix msrls wih s
o],

8 DRCP fe e when the word ends in dge.
© DRCP fe finel 2 when sdding -4ng

Dhzpve = savsble use - usshle
Bjudge = judgment

Ehzave >zaying, meEnsge - managing, trace >
fracing, =merge > amenging

Excaptions:

DO WOT DROP the & if the word enda in o=
of g= =0 manspe > managesbie, e =
drmceabiz|

5.t or It when adding -ing, -ed and
some suffives to veroe

©  DCUBLE the { for warbs of one =yllsbl=
with = single vowel, or 8 shot vowel sound.

& DCUBLE the { for verbs of more than one
mylizhle when the ztress i on the la=t sylable.

ot >~ rofiing, rofted, rofien

f = filing, fili=d

knct = imotting, inohed

Biabet > shetting, abedting

elict = sllcling, alotiad

commi = pommiting, committed

emt > emitting, =mited

fonget = forgeHing, forgoften [bud fongetful]

Ene-phuns:

D0 WOT DOUELE he £ for werbs of cne:
myliehle with & double vowel or = lomg vouwel
soand (2.0 dresd > frealng, dresded; e =
grezfing, greslzdl

&.°T of I 'when adgang -ing, -20 ang
smme suifixes to verba

@ DOUELE the rfor varbs of one =yllsble when
the final riz preceded by & single wowel.
BDOUELE the rior wonds of more then one
mplizble when the stress does not fall on the fimt
mylizhle.

Dziar > shaming, =tamed, shamy

ter = taming, lemed

wer = weming, wemsd [bul wardars)

scEr > seaming, scamed

=ir = simng, =hreed

Bhzoncur = onpureng, concumed, ConcumsnGs
DOGUT * DSESIFNY, crurred, DrowTEncE
defer = defeming, defemed, [ defer=nce]
delzr > dateming, deteming, del=rent

imfzr = imfzrring, infemed, [but inference]
prefer = prefeered, prafeming, (bt preference]
refier = nefemed, referming, refemal

Ene-pbun::

D0 WOT DOUELE %e rfor verza of one
mylieble when the inal ris preceded by &
double vomel (= g. fesr >f=anng, feared)
DO WOT DOUBLE e rfor ords of more:
then one =yllabl=, when e sress fals on
the firat 2yllable (= 5. prosper > prospened,
Frospeng|

7. 'L or ' when adding -ing, -ed and
Eome sufixes to verbe DOUEBLE the |when

it i preceded by 8 zingle vowed.

cancal > canceling, cancelled, cencelaton
fulfil = fuliling, fuifiled, fufilment
l=vel = l=yeling, levelied

el = draveling, irevelied, froaeler Araveler

Ene-phuns:

D0 WOT DOUELE %he [when it & precedsd
by & double vowed feg. concea! >
consealing, concealed)

Staff Training

Our entire Accessibility team exists for our customers. Training on all aspects of ASL, deaf culture,
the needs of hearing, speech and dual sensory impaired users, ethics and confidentiality is vital to
our success. These topics and others help us to be able to meet and exceed customer expectations

and requirements.

All Sprint employees are required to take ethics and confidentiality training. The Sprint Code of
Conduct is applicable to Sprint employees and its controlled subsidiaries, the Sprint Board of
Directors and anyone we authorize to act on Sprint's behalf. The Code establishes the basic
foundation of Sprint's ethics by communicating our philosophy and commitment to all of our
employees, customers, other stakeholders, and the communities in which we do business. The
Sprint Code of Conduct outlines our ethical and legal responsibilities as employees, as well as our
interactions with customers, competitors and suppliers. One of our most valuable assets is our
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reputation for honesty and fairness, and our commitment to uphold this responsibility. The Code is
a go-to resource when questions of legal or ethical appropriateness arise. We are bound by the
Code and the specific operational policies of Sprint. Annual Code certification is required. Sprint
also maintains an Ethics Helpline, a 24-hour resource for employees and other stakeholders to
confidentially and safely seek advice or report any suspected violation of the Code of Conduct, such
as fraud, sexual harassment, discrimination, or any illegal conduct in the workplace.

Sprint staff members are also required set annual corporate training and development goals.
Individual performance is measured and tied to compensation. Ongoing Staff Development is also
key to overall staff performance. Sprint's Accessibility Customer Solutions (ACS) group hosts an
interactive meeting called the Sprint Accessibility Café. This monthly meeting is an opportunity for
the Accessibility Team to share market and industry product updates. Presenters from outside the
group and subject matter experts from the Relay industry also provide updates.
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APPENDIX E:

TRS Pledge of Confidentiality
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TRS Pledge of Confidentiality

Sprint's reputation as an ethical company is the key to enabling us to be the preferred
communications company — a place that delivers the best experiences for employees, end users,
and state customers. Throughout initial and on-going training, communications assistants (CASs)
receive information and guidelines on professional conduct with an emphasis on ethics and
confidentiality, based on Sprint's “Relay Center Code of Ethical Conduct” and “Principles of Business
Conduct.” CAs are presented with possible situations involving ethical issues and are taught how to
apply the conduct guidelines to each situation.

All Relay center personnel are required to sign and abide by a pledge of confidentiality that promises
not to disclose the identity of any caller or any information learned during the course of relaying calls.
In conjunction with signing Sprint's confidentiality agreement, as a part of training, CAs role-play
various scenarios which teach the correct way to ask for assistance from a supervisor without
divulging call-specifics. Examples of confidentiality breaches are reviewed and discussed with the
CAs.

Sprint strictly enforces confidentiality policies in the center, which includes the following:

Prospective employees are screened during the interview process on issues regarding
ethics and confidentiality.

On day one of training, employees must sign a Pledge of Confidentiality Agreement Form.
During initial training, employees are presented with examples of potential breaches of
confidentiality.

Stress can be a factor in maintaining confidentiality. CAs receive three hours of training on
healthy detachment.

After graduation from initial training, employees are reviewed yearly on the Pledge of
Confidentiality and are required to re-sign promises not to disclose the identity of any caller
or any information learned during the course of relaying calls.

Breach of confidentiality may result in termination of employment.

All Sprint Accessibility Centers have security key access.

Visitors are not allowed in work areas.

Sprint Code of Conduct

The Sprint Code of Conduct describes the ethical and legal responsibilities of employees of Sprint
and anyone we authorize to act on Sprint's behalf. Sprint and all TRS employees (including
Communication Service for the Deaf [CSD] staff) are required to annually certify that they understand
and will comply with the established code of conduct. The certification tool and process requires
employees to affirm their understanding and compliance of Code of Conduct expectations regarding
Ethics, Inclusion and Diversity, Information Security, Insider Trading, Privacy, Records Management,
Safety and Preparedness, and Time Reporting. The section on Ethics includes a Helpline for
employee resources allowing them to confidentially and safely seek advice or report compliance
violations.

The Sprint Code of Conduct covers all the serious concerns of a whistleblower policy, which is
intended to encourage and enable employees and others to raise questions/concerns and seek
resolution. Itis explicitly stated in the Sprint Code of Conduct all employees and others are obligated
to report violations or suspected violations. Additionally, Sprint has an explicit retaliation policy in
which an employee who retaliates against someone who has reported in good faith or assists in an
investigation may be subject to corrective action up to and including termination. This information is
contained within Sprint's Code of Conduct all employees are required to complete annually.
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There is a TRS whistleblower protection notification posted at Sprint TRS call centers in accordance
with FCC rules. CSD also obtains a signed acknowledgement of the receipt of the Whistleblower
Policy from all employees upon hire, and annually thereafter.

Training on Ethics

Sprint Accessibility employees receive training on the appropriate protocol to protect relay users’
privacy and how to prevent the unintentional disclosure of relay communications. When trainees
observe calls and ask questions once back in the training room, trainers lead a discussion on the
appropriate method to seek clarifications without divulging confidential information. CAs may also
role-play various scenarios which demonstrate the correct way to request assistance from a
supervisor without divulging call-specifics.  Examples of ethical issues and challenging
circumstances are reviewed and discussed with CAs. During initial training, CAs are required to
pass a series of written and skills-demonstration tests, which include their understanding of the Relay
Center Code of Ethics and how to apply the Code to hypothetical situations. Trainees who do not
pass these tests are not utilized as CAs.

Sprint’s high-performance culture focuses on accountability, first and foremost, along with open
communication and innovation. Within these traits, integrity and ethics are critical success factors.
Amidst unprecedented change and technological advancement, acting with integrity is not just the
right thing to do; it is the unwavering foundation for Sprint.

Confidentiality

Sprint Accessibility believes measures to ensure confidentiality are crucial to the success of TRS
operations and has implemented procedural and environmental measures to safeguard customer
and call information. Sprint has policies in place to protect users’ confidentiality. These policies
establish high standards for ethical behavior and employees are subject to disciplinary action,
including termination of employment, for violating ethical and confidentiality standards.

Sprint employees receive training on confidentiality and ethics. Employees are trained to understand
why confidentiality is important, how to protect confidentiality, the appropriate protocol to protect relay
users’ privacy, how to prevent the unintentional disclosure of relay communications and the
consequences of not following all confidentiality requirements. CAs are taught using various
scenarios which demonstrate the correct way to request assistance from a supervisor without
divulging call-specifics. Annually, all TRS call center staff receives re-training which includes items
such as confidentiality, ethics, and inclusion and diversity. All CAs annually sign a confidentiality
agreement to maintain confidentiality.

Confidentiality is reinforced through our CAS’ participation in an interactive training program focusing
on scenarios they are likely to encounter when relaying calls.

Correct Ways to Protect Confidentiality Examples of Breaches of Confidentiality

To make a generic comment about calls: “Boy —long calls | Talking about the specific length of a call. For example, saying to

really wear me out.” another agent, “You know that call | took over for you? It lasted 84
minutes!”

To share general observations about calls: Example, “'m | Talking about specific callers. Example, “I relayed a call for Miss

noticing a lot of HCO calls lately.” Deaf America.” Or “l had that VCO user from Florida again this
morning.”

It is appropriate to respond to a customer's comments with | The agent should never say to a customer: “| remember you from

a brief “thank you” or something to that effect without a previous call — how are you doing?” Phone lines do not talk to

elaboration. Maintain a professional and friendly image voice telephone users; it is the same with relay customers.

with customers.

It is appropriate to discuss with a member of management | Itis not appropriate to discuss call content or conversations with

technical or procedural components of a call. For others, ever.
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Correct Ways to Protect Confidentiality Examples of Breaches of Confidentiality

example, to say you had problems placing a calling card
call from a pay phone.

It is appropriate to call for a Supervisor to look at your It is not appropriate to request assistance from the agent sitting
screen for assistance with the call. next to you.

All relay center personnel are required to sign and abide by the Sprint Relay policy for confidentiality.
These confidentiality expectations are strictly enforced and employees are expected to comply with
this policy during and after their period of employment. The relay center Code of Ethics requires the
following:

Keep all TRS call-related information strictly confidential.

Keep no records of customer information or content of any TRS call.

Refrain from editing or omitting anything from the content of the conversation or the spirit of
the speaker.

Refrain from adding or injecting into the content of the conversation or the spirit of the
speaker.

Assure maximum customer control.

Strive to further skills and knowledge through training, workshops, and reading literature
available in the field.

In accordance with the FCC, all information utilized for call set up, including customer database and
preferred call type information remains confidential and cannot be used for anything but the call.
Once the inbound party disconnects, all information pertaining to that call disappears from the CA'’s
terminal. The required confidentiality and security of the customer preference data is covered during
training of all employees and reinforced throughout employment. Sprint takes the following steps to
ensure Customer Profile information remains secure:

Sprint does not modify a customer’s record based on experience.

All Customer Profile database entries contain time and date stamps and note the
identification number of the CA who processed the request.

Relay users register a username and password/PIN. Sprint also asks customers to register
a security question and answer only known to them in case the username and password is
lost or forgotten.

Sprint's Customer Profile information is encrypted and protected from outside access by
firewalls.

Sprint Confidentiality Form

1

IN CONSIDERATION of: (1) my employment with Sprint or any subsidiary, affiliate, or successor-in-interest
of Sprint Corporation, (2) my continued employment as long as mutually agreeable, and (3) the opportunity
to receive Sprint confidential customer information or other good and valuable consideration:

AS AN EMPLOYEE OF THE RELAY SERVICES ORGANIZATION, | UNDERSTAND THAT | AM BOUND
BY ALL SPRINT POLICIES AND SPECIFICALLY, | AGREE AS FOLLOWS:

ALL TELECOMMUNICATIONS RELAY SERVICE (TRS) CALL RELATED INFORMATION SHALL
BE KEPT STRICTLY CONFIDENTIAL. I will not reveal any information acquired during or observing
a relay call. | will only discuss call-related questions or problems with management or Human
Resources. | agree to keep confidential all information | learn in my position for the duration of and
after my employment with Sprint ends.

NO RECORDS OF CUSTOMER INFORMATION OR CONTENT OF ANY TRS CALL SHALL BE
KEPT BEYOND THE DURATION OF THE CALL, WITH LIMITED EXCEPTIONS FOR AUTHORIZED
COMPANY PROCEDURES. | will not keep a record of any customer information or conversation
content beyond the duration of the call except in accordance with company procedures for relaying
Speech to Speech calls or for billing and customer profile purposes. | will destroy all such records in
my possession immediately upon completion of their authorized use.

NOTHING MAY BE EDITED OR OMITTED FROM THE CONTENT OF THE CONVERSATION OR
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THE SPIRIT OF THE SPEAKER. | will transmit exactly what is said in the way that it is intended in
the language of the customer's choice.

4 NOTHING MAY BE ADDED OR INTERJECTED INTO THE CONTENT OF THE CONVERSATION
OR THE SPIRIT OF THE SPEAKER. | will not advise, counsel, or interject personal opinions, even
when asked to do so by the customer.

5 TO ASSURE MAXIMUM CUSTOMER CONTROL, | WILL BE FLEXIBLE IN ADAPTING TO THE
CUSTOMER'S NEEDS.

6 IWILL STRIVE TO FURTHER MY SKILLS AND KNOWLEDGE THROUGH CONTINUED TRAINING,
WORKSHOPS, AND READING OF CURRENT LITERATURE IN THE FIELD.

7 ALL SPRINT MATERIALS IN MY POSSESSION PERTAINING TO ANY SPRINT CUSTOMER WILL
BE DELIVERED UPON THE TERMINATION OF MY EMPLOYMENT.

| have read and understand the Sprint Relay Center Agreement Regarding Confidential Customer
Information. | agree to comply and understand that failure to do so will lead to company disciplinary action
that may result in my termination and/or criminal prosecution. | also understand that ascertaining damages
resulting from a breach of this agreement would be difficult. | agree that Sprint shall have the right to an
injunction against me, enjoining any such breach without any obligation to post bond. | agree that this will
be in addition to and without limiting any other remedies or rights Sprint may have against me.

EMPLOYEE SIGNATURE AND DATE

MANAGER/SUPERVISOR SIGNATURE AND DATE

Sprint Federal Confidentiality Form

The Federal Relay provides a transparent link of telecommunication between typed/signed/voice (disabled)
and voiced (non-disabled) messages. As part of the relay services organization all employees and
subcontractors are bound to the following rules and regulations:

e All Federal Relay call related information is to be strictly confidential.
Nothing is to be edited or omitted from the content of the conversation or the spirit of the Federal
Relay user.

o Nothing is to be added or interjected into the content of the conversation or the spirit of the Federal
Relay user.
To assure maximum user control, the employee will be flexible in adapting to the caller's needs.
Employees and subcontractors will strive to further competency in skill and knowledge through
continued training, workshops and reading of current literature in the field.

~ Employee and Subcontractor Role ~

1) The employee or subcontractor shall not disclose the content of any relayed conversation with the
exception of resolving issues with supervisors regarding customer complaints.

2) The employee or subcontractor is prohibited from identifying the name of any caller. The
employee or subcontractor shall not reveal or act upon any information obtained from the caller
while relaying calls, except to resolve issues regarding complaints that are handled through the
supervisors.

3) The employee or subcontractor shall not discuss the specifics of any call relayed (even for training
purposes) with coworkers, counselors, or other support services. Nor shall specifics be discussed
with supervisors except to resolve issues regarding complaints.

4) Any Federal Tax Return information [as defined in Internal Revenue Code (IRC) 6103 (b)(1),(b)(2)]
made available shall be used only for the purpose of carrying out the provisions of the Federal
Relay contract. Information contained in such material shall be treated as confidential and shall
not be divulged or made known in any manner to any person except as may be necessary in the
performance of this contract. Disclosure to anyone other than an authorized employee or
subcontractor of Sprint shall require prior written approval of the Internal Revenue Service (IRS).
Requests to make such disclosures should be addressed to the GSA Contracting Officer.

5) Return information disclosed to an employee or subcontractor can be used only for a purpose and
to the extent authorized within the Federal relay contract, and further disclosure or any inspection
of such return information for a purpose of to an extent unauthorized herein respectively
constitutes a felony or criminal misdemeanor punishable upon conviction by a fine as much as
$5,000.00 or imprisonment for as long as 5 years, or both together with the costs of prosecution.
These penalties are pursuant to IRC 7213, 7213A, 7431, and 26 CFR Section 301.6103(n)-1.

6) Any such unauthorized future disclosure of returns or return information may also result in an
award of civil damages against the employee or subcontractor in an amount not less than
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$1,000.00 with respect to each instance of unauthorized disclosure. These penalties are
prescribed by IRC sections 7213 and 7413 and set forth at 26 CFR Section 301.6103(n)-1.

7) Employees and subcontractors have been notified of the penalties for improper disclosure
imposed by the Privacy Act of 1974, U.S.C 552a. specifically, 5 U.S. C. 552a(l)(1), which is made
applicable to subcontractors by 5 U.S.C. 552a(m)(1), provides that any employee of a
subcontractor who by virtue of his/her employment or official position, has possession of or access
to agency records which contain individually identifiable information, the disclosure of which is
prohibited by the Privacy Act or regulations established there under, and who knowing that
disclosure of the specific material is so prohibited, willfully discloses the material in any manner to
any person or agency not entitled to receive it, shall be guilty of a misdemeanor and fined not
more than $5,000.00.

8) Employees and subcontractors shall be responsible for the confidentiality of all calls relayed
consistent with Federal Laws, Statutes, and Regulations.

9) Employees and subcontractors shall ensure that no records are maintained of any conversation,
in accordance with the Privacy Act of 1974 (P.L 93-579), IRC 6103, 6103(n), 26 CFR Section
301.6103 (n)-1, the Internal Revenue Service Acquisition Procedures (IRSAP) and Office of
Management and Budget (OMB) guidance on the Privacy Act of 1974 (Federal Register, Volume
52, No. 75, Page 12990).

10)This Pledge of Confidentiality will remain in the employee's and subcontractor's file until
termination of employment and shall be made available to an authorized representative for the
General Services Administration (GSA) as may be requested.

| have read and fully understand the Federal Relay Code of Ethical Behavior. | agree that failure to do so
will lead to disciplinary action that may include termination. | agree to process calls in the manner required
by the Federal Government as detailed in the Federal Relay contract. | agree to abide by this Code of
Ethics even after my employment with Sprint and/or subcontractor ends.

Employee/Subcontractor Signature  Date

Supervisor Signature Date

Company Name (Print or Type)

Service Type (check one)
Captioned Telephone/CapTel
Relay Conference Captioning/RCC
Telecommunications Relay Service/TRS and/or Internet Relay (a.k.a. Federal IP Relay)

Note: All of Sprint's Employees and subcontractors working on this contract will be acquainted with the
applicable portions of FIRMR, the Privacy Act of 1974, and the Freedom of Information Act, and
implementing regulations and policies. The employees and subcontractors will also be given copies of the
following criminal and civil disclosure and inspection penalties, in full text, IRC 7213, IRC 7213A, and IRC
7431.
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APPENDIX F:

TRS Disaster Recovery Plan
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TRS Disaster Recovery Plan

Sprint offers emergency options and uninterruptible power that exceeds the State’s minimum
requirements by offering an end-to-end approach that is unmatched in the relay industry. Sprint has
emergency operations and uninterruptible power systems (UPS) supporting relay call centers, the
TRS switches (located at wireline switch sites). Sprint knows a large-scale loss of commercial power
is one of the most critical factors impacting access to communication. We have proven programs to
keep that from impacting relay services. TRS has UPS and generators to ensure relay users will
continue to have access to the service in the event of power outages.

Call Center Power Solutions

Sprint provides a cost effective solution with a UPS using a combination of standard battery backup
and an auxiliary generator to provide uninterrupted power for an unlimited duration for key
components.

The switch peripherals

Switch room environment, including: Air conditioning, if required to maintain service, fire
suppression systems, emergency lights and system alarms

CA consoles/ terminals

CA work site emergency lights

Call Detail Recording (CDR)

Sprint ensures the UPS system capacity is sufficient to operate the call center during busy season
and busy hour load. Sprint has installed power-generating equipment capable of operating call
centers for extended periods. In the event of a power outage, the UPS and back-up power generator
ensure seamless power transition until normal power is restored. UPS is used only long enough for
the backup power generators to come on line — a matter of minutes. Backup power generators are
supplied with sufficient fuel to maintain operations for at least 24 hours. Generators can stay in
service for longer periods of time as long as fuel is supplied. As a safety precaution (in case of a fire
during a power failure), the fire suppression system is not electrically powered. Once the back-up
generator is on line, stable power is established and maintained to all TRS system equipment and
facility environmental controls until commercial power is restored.

Emergency Procedures Training

All Sprint Relay employees are trained on emergency procedures to minimize or prevent disruption
to relay users. Sprintinstructs its staff on the procedures to be followed in the event of an emergency
or service impacting issue. Sprint provides annual training to ensure familiarity with systems and
processes. Ad-hoc training is conducted for new procedures or team members.

Sprint’s response organizations use exercises to evaluate plans, educate personnel, test functions,
and operational capability. Information related to these exercises is propriety to Sprint. Additionally,
as part of the nation’s critical infrastructure, Sprint participates in coordinated situation drills with
Federal Emergency Management Agency (FEMA), the Department of Homeland Security (DHS),
and state emergency management agencies to ensure coordinated preparedness and response
during a disaster.

Tabletop Exercises: In around-table setting, members of the response team meet to discuss
responsibilities and describe how to react as a team in an emergency.

Walk-Through Drills: Both the response team and management perform their emergency
functions within the emergency response location.
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Functional Drills: Tests designed to target specific functional processes within the recovery
plan such as notification, response, communications, documentation, and team
cohesiveness. Often, these functions are tested separately to help identify improvement
areas and to eliminate confusion.

Full-scale Exercises: Exercises simulated to be as close as possible to a real-life disaster.
They may involve a combination of response teams, management, field operations, and
outside agencies.

After Action Reviews (AARs): Following an incident or an exercise, an AAR is conducted to
ask participants to identify areas of success and improvement. These are documented as
Lessons Learned and tracked to satisfactory completion.

Maturity: Sprint uses an internally developed Maturity Model for benchmarking the Business
Continuity Program success and progress. The model is based on the Capability Maturity
Model as developed by Carnegie Mellon University.

Business Continuity

Industry accepted principles are the basis for Sprint's BC program. Sprint has adopted key principles
from standards set by organizations such as the Disaster Recovery Institute International (DRII),
ASIS Organizational Resilience Standard, FEMA, Business Continuity Institute (BCI), American
National Standards Institute (ANSI), NFPA 1600, International Organization for Standardization
(ISO) 27001 and ISO 22301, and several Military Specifications (Mil-Spec) standards. Sprint’s
Business Continuity Program Overview is reviewed and approved on an annual basis.

Sprint Relay network has a Business Continuity (BC) plan to deal with all types of natural and man-
made problems which may prevent calls from reaching the relay center or impact the operation of
the TRS platform. The plan identifies how Sprint minimizes impact to relay users and restores relay
services. Sprint brings more value when it comes to maintaining operations during natural and man-
made events. Sprint's BC methodology and implementation standards are consistent with industry-
wide best practices and trusted by experts in the field. The Sprint dedicated BC Teams (BCTs)
participate in government-provided and private sector training, and maintain certifications from:

DRII

International Association of Emergency Managers (IAEM)
DHS

Business Continuity Institute (BCI)

Sprint understands the BC challenges faced by government organizations and has designed relay
services accordingly. Sprint has experience in serving more than 160 federal entities and more than
150 military bases worldwide including the Department of Defense (DOD), Local Governments, Law
Enforcement, and DHS.

Sprint's Business Continuity Management Team works as a customer advocate when large network
outages occur. The team works closely with network recovery teams to establish customer
prioritization once the backbone, Telecommunications Service Priority (TSP) and Critical Life Circuits
are re-established.

All departments within Sprint, including the Sprint Relay program, follow these well-established
programs to ensure top-notch support for our customers.

Call Center Evacuation Events
Sprint has plans in place to deal with call center events such as fires. Each call center has a
designated Safety Marshal and clear chain of command. As a first step, the situation is identified
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and the threat is assessed. If evacuation is necessary, the local authorities (e.g., 911) are
immediately alerted along with the Call Center Service Assurance Center (CCSA) and the Traffic
Management Control Center (TMCC). Call center management and Sprint Corporate Security are
also alerted.

Traffic will be re-routed immediately to other call centers not impacted and work with those call
centers to increase staffing, as needed. Once the issue is resolved, all communication assistants
(CAs) return to the center and the incident is fully documented.

Proactive Measures

Over the past 26 years, Sprint Relay users have rarely experienced any type of inability to place
calls. Sprint's backup capabilities are unmatched in the TRS industry with 6 call centers (including
the location at Sprint headquarters in Overland Park, KS) capable of handling TRS calls and multiple
switch locations supporting the TRS platform.

Sprint’s switches and call centers are staffed with spare positions and platform components to deal
with all types of technical issues. The TRS platform offers automated alarming to notify personnel
of issues.

Redundancy is built into our infrastructure to deliver outstanding performance for all of our TRS
customers. These attributes will ensure functional equivalency for relay service callers during
disasters. The benefits of our leading-edge platform and flexible configuration include:

Switches, call controllers, and databases are housed in geographically-dispersed locations
that conform to “critical” grade physical security requirements. Sprint's switches and
peripherals are located at switch sites in telecom bunkers.

Redundant connections between switch sites, 800 network, and call centers

If the problem is within Sprint's TRS center, maintenance can usually be performed from
Sprint's centralized center, the CCSA.

Sprint retains hardware spares at each center to allow for the most common type of repair
required without the ordering of additional equipment (except for complete loss of a building).
Centralized routing and reporting systems enables Sprint to treat the entire call center
complex as a single virtual call center rather than standalone call centers

All TRS positions are capable of handling calls for any customer.

All training seats are configured and immediately ready to take production traffic.

Sprint has pre-established plans for all types of outages.

Sprint automatic routes calls away from a center undergoing a service recovery event. For
example, if a fire drill forces CAs to evacuate, the call router automatically sends calls to
other relay centers.

Sprint has historically been the best at dealing with natural and man-made disasters that have
caused outages. With each incident Sprint has managed to be prepared, respond and ensure
ongoing service delivery. Sprint’'s processes as detailed here take into consideration every aspect
of an outage and/or natural disaster that includes a higher call volume likelihood due to the natural
disaster. Some examples of disasters that affected Sprint facilities in the past are:

Wind burst that blew off a portion of the roof of our Syracuse, NY call center
Farmer cuts Fiber Optic cable servicing Lubbock, TX when burying a cow
Hurricanes that impacted call centers in Miami and Jacksonville
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Tornado warnings impacting upper Midwest call centers. One evening, 37 Tornadoes were
within range of our call center. Our center had to be evacuated. Sprint continued to provide
service without interruption.

These list just a few of the natural and man-made disasters we faced, and with each one we were
able to maintain our service levels with the processes we have in place. Our employees are the best
at ensuring we maintain these service levels.

TRS Data Center Disaster Planning

Sprint has implemented a distributed architecture for interconnection redundancy utilizing dual fiber
facilities at all of our switch locations. These main switch locations currently have battery backup as
well as permanent generators. In addition, site recovery plans have been developed for all major
switch locations, prioritizing available options for relocation, and ensuring agility when faced with
disaster recovery issues. Most switches also have tap boxes to readily connect the output of a
portable generator in the event of primary generator issues.

TRS Winter Preparedness Plan

Sprint has processes in place if a known weather event is encountered. These known contingency
plans are designed to mitigate our customers’ degradation of service and are maintained by the
TMCC. Each service has back-up locations to ensure redundancy.

Known Event
Four days prior - TMCC and the Operations Manager will make a determination as to the
severity and number of centers which might be affected.
Three days prior - TMCC and the Operations Manager will verify previous day’s potential
impact and begin calling to non-effected centers to post overtime (OT). All centers will be
advised to put a list together of employees who will work overnight and weekends. TMCC
will notify one of the Managers of Customer Relations and CCSA of our “game plan”
Two days prior - TMCC will meet with the Operations Manager to update impacts and plan.
All non-impacted centers will be called to update OT requirements and overnight requests.
One day prior - TMCC will meet with the Operations Manager to update impacts and plan.
Day of Event - TMCC will invoke emergency call routing as required. TMCC will be the point
of contact for all notifications. Affected centers will update TMCC every four hours. TMCC
will update the Operations Manager who will update BC Manager through executive level.
Management is also responsible for notifying the BCT.

Unknown Event
The Activation Criteria Plan will be used when either weather or other events cause potential
significant (excess of 25 percent) increase in call volumes or one or more TRS call centers is off-line
for more than two hours, using the following procedure:

Automated alarming and/or TRS call center notifies TMCC

TMCC contact CCSA

CCSA sends notification to a pre-established distribution list

CCSA establishes a conference call to work on resolving the issue with impacted groups

After fix agencies are unable to re-establish center operations — the Business Continuity Plan (BCP)
is invoked and Management will notify the Business Continuity Management Team.

Customer Notification Procedures
Sprint will inform the contract manager of any major interruptions to the TRS service that exceeds
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five minutes in duration. To provide the contract manager with the most complete and timely
information on problems affecting relay service, Sprint’s trouble reporting procedure for TRS includes
multiple levels of response:

Immediate notification of events that last 5 minutes
Notification when the issue is resolved and/or status updates (every 24 hours)
Comprehensive final report within 3 days

Within 24 hours of the Relay service disruption, an intermediate report provides problem status and
more detail of what action is necessary. In most cases, the 24-hour report reveals the problem has
been corrected and full relay service has been restored. The contract manger (or designate) will
receive this notification from your Sprint Accessibility Customer Relationship Manager (CRM).
He/she and/or a member of the management team will provide the final report and follow up on steps
Sprint will take to ensure we can minimize the likelihood of this event occurring again.

Final reports include a comprehensive look at the event, including the following:

How the problem occurred

When the problem occurred

The number of impacted customers (if known)

What was required to correct the problem

Time and date the relay service resumed full operation
Avoidance plan for future (if applicable)

Temporary Delay Message

If approved by Puerto Rico Relay, Sprint can also provide a temporary delay message for TRS users
that is turned on only when long hold times may occur as a result of weather or other event impacting
service. For example, if there were a terrorist attack or natural disaster that significantly increased
the number of calls to the relay center, Sprint can add a temporary recording that alerts voice and
TTY users, such as: “THE RELAY CENTER IS EXPERIENCING LONGER THAN NORMAL HOLD
TIMES. PLEASE HOLD FOR THE NEXT AVAILABLE CA OR TRY YOUR CALL AGAIN LATER.”

Telecommunications Service Priority (TSP)

All of Sprint’s circuits supporting TRS services have qualified for priority restoration under the TSP
program. Sprint’s participation in the TSP Program strengthens our robust reliability. If a national or
regional emergency causes service to be disrupted and the call center cannot receive or place calls,
Sprint’s participation in the TSP program means Local Exchange Carriers (LECs) would be required
to restore service as rapidly as possible consistent with the priority status assigned. Sprint’s reliable
network and TSP participation ensures Sprint's disaster recovery ability is unmatched by any Relay
provider in the world.
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APPENDIX G:

FCC’s 2013 TRS Recertification
Approval to the TRB
(TRS-28-12)
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e PUBLIC NOTICE

Fedaral Communications Commizsion

145 124h Etl'ﬂ'ﬂt. W H-nll-ill- Iefiemation S0 41 0500
Wmhm’cﬂl. DL, 20554 TTY: 1-E5-E3 88430
DA 13-1530

Eeleased: July 8, 2003

NOTICE OF CERTIFICATION OF
STATE TELECOMMUNICATIONS RELAY SERVICES (TRS) PROGEANMS

O DOCEFET MO, 03-113

Tha Federal Compwemications Commiswion's (FOC or Copmissics) Consemar and Goremmental
Afizars Burean (Buean) bereby grazts cartification to the state telscommumication mlay sarvices [TRE)
grans: listed balow,' parnant to Title IV of the Amaricans with Disabdlities Act (ADA), 47TUSC g
252}, and section &4 506(h) of the Commivrion's reles.” Cn the basis of the state appBoatons
recaived, the Bersan has determined that:

(1) Tha TRS programs of the listed states mest or sxcsed all opsrational, sechoical, and
fimciiomal miniremm standards coniained in secton &4 604 of the Commmission’s mbss:;

(] Tha TES programs of the listed strtes make available sdeqnate procederes and repsedics
for emforcing the requirements of their sixrie programs;® and

(3) The TEE prograns: of the listed states in no way coadlict with federal lawr.

The Buman also hes determingd that, where applicable, the mimaste finding meckanises of the
Listed staims are lzbeled in a monner that promoies national undenstending of TRS and doss not offand the
pablic, contvistent with section §4.80&d) of the Compission’s mbss.”

EBocanse the Compsission muzy adopt changes to the mulss governing relay prograns:, mchding
sizie relay progmoss, the certification gramted bersin i conditicosd om 2 demonstration of cngeing
compliance with amy additicnall newr meles that are adopted by the Commiszsion. The Comedssion will
provide guidance bo the states, s needed, to ensere comspliance with much mis changes.

This cartification, as conditioned herein, shall epain in effect for a fve () year period,
begizning July 26, 2013, and eodmg Faly 23, 201 &, pursuant to 47 CF.R. § $4.606(c). Coe yeer pricr fo
the sxpiration of this certification, Taly 25, 2017, the sttes may apply for enewal of thedr TES program

* For proposes. of this procssding, the term “stne”™ refars fo states, U5, sermitories, and the Distmict of Cohmobia,
wiharg =pplicabla.

14T CFE § 64 606(k)

'4TUSC § DNIINAR 47 CFR § 64604,
‘4TUS.C. § 22K

147 CFR. § 64.806(d).
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Fille Mo: TRE3-54-11
MMichigan Public Sarvice Commisdon
State of Mickigan

File No: TRS-55-11
Ifissassappi Public Rarvice Commission
State of Mississippi

Fille No: TRS-56-11

Telecommunications Access Program
State of Montana

File No: TES-25-12
Relay Nevada
State of Meovada

Fille No: TRS-45-11
How Jarsey Board of Utilites
Statw of New Jersey

File Mo: TRES-16-12
Mow Yook State Dupartmant of Peblic Sarvice
State of Mew York

File No: TRS-12-11

Information Teclmology Departnsant
State of Mosth Dakota

File Mo: TRES-57-11
Oklaboma Talephone Assocabom
State of Oklaheoma

File Mo: TRS-53-11
Fezmyyhamia Bamam of Consemer Sanvi
Commoomasalth of Penmeybranis

File No: TES-59.11
Division of Poblic Thilites and Carmiers
State of Rhode Island

File Mo: TRES-11-12
South Caroling Office of Regnlatory Stafd
Stat of Bowth Carolina

File No: TES-20-11

Tanmesses Begulatory Anthonty
State of Tennessse

File No: TR5-39.17 "B 55

Minmgsota Department of Commercs
Smie of Mimneicta

File No: TES-1511
Aliszonn Poblic Sarvice Commission
State of Missomri

File No: TES-40-11

Mebrazka Poblic Sendce Commmission
State of Mubratka

File No- TRS-42-12
How Hamphite Poblic Service Compdssion
State of New Hampshim

File No: TES-14-11

Commission for the Dieaf and Hard of Hearmg
State of Mew Mexico

File No: TES-30-11
Departnsent of Hoalth and Hemam Service
Smie of Norih Carclina

File Moz TR537-12
Public THilities Comesissiom of Cikdo
State of Oldo

File Mo: TRS-JE12
Cmagen Public Udlites Commission

Talecommumications Eognlatory Board
Puarte Rico

Micronesian Telecommmunimatons Corporatbon
Saipan

File No: TES-60-11

Departnsent of Hunsan Sarvices
State of South Daketa

File Mo- TES-17-12
Taxas Public Tdlity Compission
State of Texas
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File No: TRS5-81-11

VWirgin Iilands Pebbc Service Commission
1.5, Virgin Islands

File Mo: TES5-44-11

Varmoent Deparment of Peblic Samice
tate of Verzoont

Fie Moz TR5-27-11
Oiffice of the Dieaf and Hard of Hearing
State of Washington

Fille No: TES-01-12
Winoomsim Department of Admizdsation
State of Wiscomsin

Tha fall text of this Fubiic Noroe and filings will be available :I'ur]:ru.h-h:mqncl:luu.a.ndc,upl.m.g;
dering regnlar business hours at the FOC Raferunse Information Ceanier, Portads 11, 445 1™ Sireat, BT
Rpops CY-A257, Washingten, IMC 20554, This doczment and copies of sebsequonthy filed docaments in
this mathor may alvo be purchaced from the Comxmiusion’s duplicating comtractor, Best Copy and Prinimg,
Inc. (BCPL), Portals I, 445 12 Streat, 5W., Room CY-B402, Washingtom, DC 20554, Custonsers many
confact BICPT at their website: gy bopmrgh cops or call (202) 488-53{{. Filings may alwo be viewed oo
thie Commission"s Electronic Comvment Filing Sysiem (ECFS) at hitp-apps. foc pov'scii {nsart docket
Mo #3-123 in the procesding sumber fill-in block, and the st identification mmber, (o g, TES-46-11)

File No: TRS-018-12
Public Sarvice Commission
Stabe of Tizh

File No: TES-I4-12

Deparipvent for the Doaf and Hard of Hearing
Copmemarealth of Vinginia

File No: TRS-04-12
Public farvice Commmiszion of TWest Virgimia
State of West Virginia
File Na: TRS-1812

Division of Viecational Rekabdlitation
State of Wycming

assigned for that specific s application in the bersam idantification mpsher fll-in block).

To request matesals = accessibles formats for peoples with disabilites (Brlls, largs pont,
alecironic files, amdio formad), send an o-mail to focH{Himbce. gov or call the Consemner and Governmsnial
Afiairs Barean at (2020 416-0530 {vodce), (207 418-0432 (TTY). This Pwblic Nooce can alvo be

doemloaded in Word and Portable Document Format (FDEF) at
htpc e, foc. pov encyclopedia ' lscommuniton s -relay-wervices- .

For furthar information regarding thizs Public Morfoe, contact Dana Wilvon, Consamor 2md

Govempzextal Affzirs Baream, Disabilities Rights Ofica, (201) 418-1247 (wodce), or e-mail
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